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^ .\eface ' 
* * * ' * 

This guide is one of a series on library senices to disadvantaged adults. The purpose of the series is to explo\ 
alternative ways publitlibraries can expand services to this special group. 

Each guide attempts to .recognize the differences among public library budgets, staff size and traimng, and d 
differences among the communities libraries serve. Each guide' deals with a particular service and, where possible, su^es 
several altemdtive ways the library can provide that service to disadvantaged adults. The library, then, can and shou^ 
further adapt the suggestiom to fit the resources and needs of itsiocal CO 

The guides combine (Da-t^pfwgh search of the library literature; (2) the knowledge of professional libraridns,^^^^^ 
wrote many of the guides and J^luated the entire series; and (3) the, experience of the Appalachian Adult Educatic 
Center (AAEC) in designing inurag^n^^^ 

The AAEC has worked wM iiate, regional, and local public libraries in seven states in projects fiinded by the hurei 
of Libraries and Learning Resources 5f the U.S. Office of Education. In one project, four urban andjhree mral cenU. 
demonstrated ways public libraries and adult basic education programs could improve their services to disadvantaged a/M 
by coordinating efforts in readir guidance, recfuitmerii, library oriemtior, community referral, and in tbe selecttorii U^ 
and delivery of materials. The AAEC also conducted institutes in local public libranes in seven sptes in destptrn^^^^ 
implementing library services for disadvantaged adults... 

>o>ft on those and other projects led to three conclusions, upon which the guides are based: (l) that undereducdt 
adults need information and services to help solve pro}iUms;'(2) that the public library can meet those needs^tbrqu, 
adjustments in procedures and interagency cooperation; and (3) that the materials and services required for disadvantage 
adults are-useful and useable to all adults. - • 
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. A4 JSC- Appalachian- Adult Education 
Center 

i4jBJS-adult basic education-instruction 
for adults, 16 or older and out of .school, 
in the basic , academic skills leading to 
high school equivalency, and in xjopihg: 
: .skills. 

Coping Skillsdhe abilities (1) to define 

an everyday problem^ as an informatiori- 
' need; (2) to search for and Iqcat?^ 

information in the problem area; (3) to 
, understand and retain the information;: 
* and (4) to apply it toward a, solution of 

the problem. 

Disadvantaged AduU-my ^person 16 or 
older and out of school, who reads 
r below , the tenth grade level pr ivhose.: 
income is below poverty level. 



/&K5>-infoi^iation and refjerja^ 
pro( 



rral services-a 

process of active information seeking: 
ancl transmittal with the' purpose of 
linking an individual who has aii: 
iriformatioii or service nejed with ihe - 
resources to meet the ne^d. Complete 
I&RS have four major steps: 



(1) idenirifying; the real information or 
. referral need, whether or not that 
need is clearly expressed, this 
' means listening to what is being, 
said. 



{2y locating resources which 
appropriate to the 
acceptable to the patron 



are 

need^ and 



(3) connecting the patron with the . 
resources. This may involve 
interpreting the information, 
preparing the patron for Avhat to 
expect at the agency to which he 

-^.^ has^ , been referred, making an 
appointment, or arranging for" 
transportation. 

(4) following-up referrals to make sure ^ 
^ the referral was appropriate and 

that the patron did receive the 
needed services. ^ 

Outreach Semces-Services in which the 
library cooperatively interacts with other 
community organizations, institutions, 
agencies and groups,\ and physicWly 
reaches out through bookmobiles, 
telephone services, deposit collections, 
or books-by-mail. Outreach is a major 
part of information and referral services, 
which involve identifying local needs and 
problems and locating community 
resources to meet the needs;% 
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AH adults need reliable sources of 
information to help solve the problems 
of everyday living: finding arid keeping a 
good job, housing, - transportation/ 
heajth, foodr bills, child; care, and wh^^^^ 
to go for help. Because disadvantaged 
adults are also likely to have loNy readi^^ 
skills and liUle experience with libranesj^ 
they have limited access to reliable 
inf^rniatioli. Most of their information 
niay;>cdme through friends and relatives,; 
^and Is likely to be incomplete "and 
inaccurate. 

Information arid referral services can- 
provide disadvantaged adults with 
informatiori to deal Vvith everj^clay 
problems, arid can; link disadvantagedi 
adults to :the ser>ices they need; ^Referral 
services can help get a response from 
bureaucratic systems or agencies that are 
:often unresporisive to individual needs,' 
Like* most library sendees for the. 
disadyantaged^ information^and referral, 
services are useful to most other adults 
as well. 

\ Other social agencies can /provide 
effective information and; referral 
serVices. and . are doing so in^ some 
communities. But there are several 
advantages to those services being 
pronded by the .public librar}- if rio\ 

. other. agency iidoing the job. adequately. 

: ) ' - ■ 

- t 
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(4) As the traditional collector and 
dispenser ofc information, the 
library is a safe, neutral place where 
cian feel secure about the 



^dults 



organize, and 
information. Librarians 



(3) 



.information they receive. 

(2) ^Librarians have the skills to locate, 
« Cpllect, 
ac^^urate 

also^ have the ability to Jisten to\ 
people, and to .hear the underlying 
question being' asked'by a person in 
need of information. 

Public \ libraries can provide 
information in. varying forms, and 
librarians ar^ trained to select the 
most appropriate form to fit the 
ijnmediate need. This, versatility is 
\^ :jiarticularlyj important fdr^ 
:l disadvantaged adults,/ who often 
/ v /require ,non-print and personal,, 
individualized services. . - 

(4) ) In many areas, both urban and 

rural, the public library^ may be the 
/ vmost accessible *^ervice agency. 

- . \ I ■ ^ 

(5) Unlike other institutions, libraries 
are not forced to limit the^kihds of 
information they can provide. The 
entire library can be promoted^ as 

* an information center^so that 
patrons do not have to sort out the 
kind of service they need 
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(information a^d'^ * r e f e r r a 1 
reference^^etc^). The total resources 
of the public library carri^ used to 
meet the information nb^d^ of. 
people in the comnfiunitv- 

I&R As Part But to make the best use of th^ back-ut 
of Total iriformation resources of the library~anc 

Library _the expertise of librarians in seeking out 

Service and providing information, I&R must be 

seen as a legitimate part of total library 
-service, not —as — some^^non es^^ential— 
extra-work additi?)n to ^'regular" library 
services. Information ,/and referral 
services must be an jptegrkeipart of the 
library's total services. More than the 
^ mere addition of Jnformatibn and 
referralyservice iSznee.ded if libraries are^ 
to -be neighborhood, information 
_c enters-places where neighborhood 
residents go first for any kind of » 
information-rather / than locri 
repositories of little-used books. 

Integration ^of ^I&R with ^ther 
services serves'two major purposes: 



(1) 



I&R more clearjiy jdefines . the 
information needjs ; of the 
community. The library \can then 
move to meet those needs, no torily 
through I&R, but through books; 
programs, and other media. 



(2) Wlien outreach work promotes^the 
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Alternative 
Ways to 
Provide I&R 




total services of the library, it is 
likely to increase the comniumty 's 
involvement, again making it ei^ier 
for the library to respond with 
iinprovfed Uotei services^ for tKe 
community. The library t?can 
'become a 'n e i g li b o rhoo d 
information/ center by making the 
community_awafe of what it can 
pfovilie beyond books, ahd by 
responding to the total information 
needs of the community ^in ways 
that are appropriate and useful to 
the, people in that community. 

The library can provide information and 
referral services in several ways. Those* 
ways djffer in methods, in costs, and in 
effe'^tfveness, but the two following 
^ assumptions are basic ^to all* , 

(1) Information and referral services 
are a legitimate and appropriate^ 
function of the library. The entire 
library staff should be involved in 
I&R, and should see it as an 
integrated part of regular library 
seryidfe' , \ 



(2) Information and referral services do 
not replace regular library 
activities-they extend them. Steady 
' decline in traditional library use in 



many libraries has created ayailifl) 
staff time thatds not being uscdf^ 
the full benefit of the public. 1& 
and other outreach activities' a 
ways tQ iuse libraiy skills to brii 
fuller library service to . ;tl 
community. 

Of the various ways to provide I&R, tl 
Ifeast costly in. administrali 
commitment ^jid>staff time^.Ayill alsp^ 
the l^^act effective. THe great 
investment the library makes. 
o\dding -information and referral: as 
.gular -liiirafy service, the more effecti 
that service is likely to be. 

, The following are four alternative wa 
; - to ' provide information and fefen 
. services, from the least costly to t 
mort expensive. They are not differe 
kinds of activities, but/rather pro^^ 
levels of the same basic: servicei^^helpii 
people find the resources; they hee^^^^^ 
solve problems. These mefhods'use . 

(1) directory only) 

(2) irrfwsuatiorionly^ ^ 

(3) direct I&R^ 

(4) compujp^. 
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Jhe public library can prbnde some 
/information and referral senices by 
, compiling a director}- of comrnuiiity 
semcesf and making the director}* 
^k^avaaable to the public. Subject areas^- 
coV^d^by the directory might be broad 
(a comprehensive listing of sociairhealth. 
and welfare agencies) or narrow (a list of 
health ,§ervice^ or services to the 
dis^advantaged, youth, or the aged). 



,i*hile far better than ^ nothing, 
dire cton^ does have limitations: 



the 



(1) It ineWtably^becomes out of date 
with the frequent changes in service 
agencies/t)nly constant verification 
by a^qualified staff person can 
safeguard , against providing 
/inaccurate information; 



^\2) The directory is not likely to 
contain ^he specifiii how-to-do-it 
information "an indiWdual patron 
needstand , 

(3) The success of the directory 
depends on the patron's being able 
to know exactly what kind' of 
inforniation she/he needs, look in 
the library for that kind of 
information, use print, use a 
directory.'.read and comprehend the 
^ infprmation, and foUoVv through 
and get the services. 
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These limitatioris mean that 
infojmation .:will most^ likely 
iuaccessible'^to those who need it mc 
those who do not know what to Ic 
for, where to look, how to read, or,h 
to seek out services. 

Directories are most (useful, not to- 
disadvantaged, but to\ people 'wHo 
conifortable and competent in seek 
information and services for themscK 
and to semce prpfessidhals in pt 
agencies who can use the directory 
look up informatiph to refer tli 
clients. 

Libraries sometime^ prepare directoi 
in quantity and/ distribute them 
'agency personnel and^ even tb^'rii 
crossroads, stores^ In such cases, 
library makes no investment in time p 
development of the directory^ 
agency personnel may interpret 
information. 

Publishing a directory is a temporary a 
partid'r solution to* the need 
information and referral, butvit f^Jls:! 
short, of broadly ^ effective informati 
and referral services for 
disadvantaged. 
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Providing information only without 
contacting the agency involved is the 
next lev.el of-sefvice. In this method, the 
librarian helps the patron locate the 
information and resources that appear to 
^be appropriate- to his .or her needs, and 
interprets the written information to the 
patroiiv in a helpful way. This requires 
more s^taff time and more' institutipnar 
commitnient to providing l&R than 
simply I publishing a directory and 
'making it available the same way all 
printed informWon is available in the 
library. Wliile it does make information 
in the directory more accessible to more 
people than the directory -only method, 
its success still depends heavily on the 
patron's abilities to ' seek out 
information, to kndw the library would 
provide this Kind^ of information and 
help, and to use the information fb get 
the needed service. 

Information-only services also run the 
risk ot ^giving inaccurate, out-of-date! 
informatioii, sihce they doi?t closely 
involve the service agencies being 
referred to. They retain the risks of the * 
-'directory -prily'' method, ,_Mrice—^t^^ 
directory may nof contain specific' 
'Enough informatibri to'^ meet" each] 
individual situation. 



The information-only approach^ dependi 
too, upon problems fitting, neatly int 
the agency functions as describe/i in th 
directory. Human problems are seldor 
neat enough for such an-easy fit. Th 
only VvayV to determine whether ?a 
agency can Actually do what is peeked .1 
to contact that agency and find out. Th 
most difficult information and refern 
problems are those for which nd f brmi 
service' hetVvofk, exists, those whic 
require more than one resource, or^ thoj 
which can only be referred to an ^enc 
that provides somewhat less than what 
needed, this level of service does ha^ 
the advantage of using: the librarian 
skills, in finding arid interpreting the% 
available inform^atiori, but tl 
irifprriiatibri is often not comple] 
enough to meet the patron-s needs. " 

_. .. . . .., 

Direct irif orihation and referral\ :is. th 
riiethod fecbinrnehded as mpst eff^ectiyri 
It is also the most exp'eiisive^mgth^ 
staff _ 'tiin'e arid ^ iii^a^dmiriis^^^^ 
cbmmitmeja^T ^rvices on^th 

level,-tfe7^miriistratib aM'tHe Jta 
Inust see I&R 'as a legitimate iritegraj^^^ 
library service' to be provided .J 
etf Actively; and as extensively^ ' 
*^p o s s i b j e " n p t a s. ex'p e r i ni e n t a 
*-te|np(^rary| isolated,, inapprppriateiT^ 
requiring minimal effort; ' ^ \ : 



TKe; components ofc the direct service 
method are: 

(aX, deVelopmeiit of a resource file, 
directory h^andbpok. or .other format for 
organizing information: (b)^ assignment 
of ifuU-time staff to constantly update 
; the directory, gather information, and 
deliver new data to direct service 
personnel: and (c) committed, and 
capable direct service personnel to. help 
locate appropriate I&R sources, to verify 
mfbrmation, to interpret information to 
the: patron^ connect^with the agency, and 
to follow up On the referrals. 

Other important^ / components of 
effective direct I&R service are local 
outreach, publicity, and advertising. 
Outreach, though expensive' in staff 
>time, must be a regular activity in which 
staff go out oi the library arid into the 
community. Pubiicity aii^ advertising, 
though expensive in dollars^ are essential 
to promote the services. 

Direct services may include other costs: 
staff time to plari, develop, and carry out 
the service, outside consultants, arid 
in-service training for staff iri human 
interaction, I&R. subject materials, 
outreach, programming, and equipment. 
Again, however, the costs should not be 
prohibitive if l&R » is seeri as a true 
library function. With this commitment. 



' many libraries shpujd'be able to provide 
inforniation and referral services within 
the present operating budget with f e\* 
" jstmerits in spending. 



Computer Some libraries'have experimented with 

i&R cortiputers in I&R, hxxX computers 

cannot provide the interpretation,', 
helpfulness, and numan interaction that 
are essential both for effective 
information and referral services ahd for 
services to the disadvantaged. 

When Not to The library probably shouldn't do l&R 
dp I&R ' (1) If another agency in the community 

is aire ady pro viding t he service and doing 
a good job; pr (2) If the library sees its 
goal as storing books, not serving people. 

Nearly every library, however, should be 
able ,to provide some form of I&R 
service to its community. While the 
follovving sections recommend the 
developjnent of full, direct information 
arid referral services, the information can 
also, apply to the. development of all 
levels of I&R^ervices and to libraries 
whose contraints prevent the 
development of full services.* 
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This guide is divided into the following 
sections: 

(1) planning; 

(2) ^eparing information; 

(3) outreach and publicity; 

(4) what other libraries have done/ 
and 

" (5) suggested readings. 



TP 




Getting 
Support: , 

TheBoard' 
of Trustees 



The^ Library 
Staff , 



Effective iiiformatioiL and referral 
services, require careful planning and 
preparation in five areas: 

(1) getting support for the seLice; 

(2) assessing the task: 

(3) deciding on format: 

(4) assigning staff ;-and 

(5) : ordering equipment. 

Like * any service, information ' and 
referral will run more smoothly if;itVhas 
the support of both the library's Board 
of trustees and the entire library staff; 
The first step is to get the approval of 
(heJibrar„yJs:goxernihg^board;6f-director6_ 
o/»- trustees. As the librarian's employer, 
:the board peeds to know: (a) what the 
new service^will mean to the library; (b) 
what the s^ervice will mean to the 
community; arid (c) what additional 
funding is required. 

*The board^ should also get periodic 
progr^ reports on /the new service. 

Any Successful new service rnust have 
the support of the staff of the library. 
The best way to get that support is to 
involve the staff in planning the new 
program. The entire staff-or at least 
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Task 



What is the 
Desired Impact 
on the 

Community? 



.ERIC 



those whose jobs will be most affected 
by the change/-can become involved in 
workshops for sharing ideas, policy 
changes, plans and expectations; in staff 
meetings for pfoblem-splying, informal 
question and answer sessions, airing 
complaints and critiaism, and identifying 
needs and problems; in preservice 
orientation and in Ipnger range inrservice 
training. The library administrator 
shoiild^ provide enough orientation and 
training so the staff feels able, positive, 
and/confident about their new tasks. 

Assessing the task means^ finding at Jeast 
prelimi lary answers to the follo^ving 
questio [i&i^ 

(1) What is the desired impact upon the 
community? 

(2) Who will have access, to the 
information and for what purposes? 



(3) What kinds of information 
needed to meet (1) and (2)? 



are 



(4) What are the sources of the needed 
information? 

The pur^pose of the new services should 
be clea^-to Ihe library staff, community 
^enci^s, and patrons: to provide useful 
information and referral services that 
mil link people problems to the 
community resource that can help. ' 



Who Will 
*Have Access 
to the 

information? 



What Kinds 
of Information 
Are Needed? 
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The library "must decide if the patr< 
will have direct or indirect: access to 
information. If patrons are to Have dir 
access, the information will have to 
easy to find and easy ta read' 
understand. If patrons have indir 
access, a library staff member will ;fi 
to find the inforrnatibn-andVinterp^^^ 
to the; patron. v ^ 



A combination' of the two apprbac 
often ^vorks best. The, combihati 

; allows ' the jpatron who has 
confidence to: search for and ihterp 
his own^ information to da so., 
provides help, for the patron who. n© 
help in defining his need,' and jn lbcat 

\and -understanding the information. \ 
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Th^ kinds of inform atio n to collectvja 
hoW\!much to collect-depend on 
need|\of the disadvantaged adults in J 
libriarv sL service area.* • 



*The AAEC has developed two toots to aid in 
assessment of community Tn for mat ion needs. j 

(1 ) The Life Coping Sidffs Categories, a list of suti 
areas of adult info'rrnation needs, can be usedi 
working dcaft of subject areas, to be adaptei 
the community's particular . needs. * { 
categories are published as "a corripi; 
document to- this guide. Appendix A listij 
subject areas:used:in the information and rofi 

. service at the Detroit Public Library.) I ; 

(2) Library Service Guide No. 2, The AsiSssmen, 
Community Infornfazion and Service NeedCi 
also help in the assessmont. FromXhe anesthfi 
the library wiir kno\Y the subject .areas in vvi 
that colnmuhity .needs infornrwtion. iA/ 

J editors:. 
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information in those subject areas is 
usually one of two types: (1) referral 
information, or, (2) prepackaged 
information. ~ ^ ^ 

JReferral information is information from 
and about a specific outside resource, 
usually an agency whose services the 
patroii needs. This kind of information 
requires interaction with tive agency. 
Pre-packaged information .is made 
available to the patron immediately, and 
can be either lent or^given away. 

Arranging an interview for a patron with 
the employment officers an exam of 
referral imormationua pamphlet on how 
to apply for a job is an. example of 
pre-packaged informatipn. Ob\iously 
both types are. needed for most subject 
areas, and the needs of many patrons 
require bothjlypes. ' 

The ne\t-$tep is to determine where to 
get the needed information. A list of 
possible soiu'ces is helpfuh 

The first source to consider is the one 
closest at liand, the public library. The 
focus at this time should be only oii 
identifying \and surveying available 
informatipn, noting its format, hicluding 
files, pamphlets, clippings, .phone book, 
and the staff's general knowledge of the 
community. 



Deciding on 
Format 



HotvMuch 
Detail? 
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A Familiar 
Format f or a 
New One? 



The second step is to eohsidqr the mps 
likely outside sources. Identify 'and- lis 
the most obyious agencies, organixa^^^ 
and instjitiitiohs concerned with serviii 
disadvantaged adults. This , Vvill hel 
determine the .scope of ' the task, an 
other sources can be added as , they ai 
identified. : 

Since the information available fro; 
these sources has yet to be eentrall 
recorded, there will be little consistenc 
in format. The most common finds 2 
this stage are pampKlets, directorie 
mailing lists, and^oral information. 

With tentative plans for access to. t|; 
infpi-niation tP collect, and,..possib 
sources^ the staff should decide on itli 
most useful format for acciimulatihg^tli 
information -in a centraliile. ^ 5 

One factor to consider is the amount ^< 
detaji to record, the basic guideline beir 
how ftuch detail the patron vf\ 
probably niecd. As a general rule, it, 
probably wise to begin , with . (tl 
minimum amount of detail.- Time aji 
experience will shpw what addition 
details are and^ are ndt necessary I 
record, 

Some questions that need asking at th 
stage of planning are: What fonhatstg 
most familiar tos those who will I 



handling^ , \tnd organizing ^ the 
\ ihforni(itioti?/Wliat are iha advanlagos 
and the disadvantages of udng a familiar 
formal, of introducing a new fQfniai? 
Will 'branch libraries need dujijicate 
\ informatibti? 

♦ 

' Familiar Formqt.Tyvo formats thai are 
familiar in public libraries- the 3x5 -{or 
5x8, etc.) card , file and\ the vertical 
fild-lend iiiemselves w^U tp I&ll. Tiie 
ixp card file caii h^ld referral 
•Jhformation on availabic/services, and 
references to files^.pamphjets, and other 
information kept in the vertical file. 

These forhniats have Sj^veral advantages: 

(1) they are easy to Update and revise; 

(2) they can he produced^ arid 
maintajned by t^he same methods used 
for the card catalog and vertical f iles; (3)_ 
much of the .ii>formatj6n 'the library 

•3 already nas for^*I&R may be already 
, availabie Tin^one or both of the fpXms; 

and (4) the)^ are easily duplicated for 

other I&R outlets; , 

^The:fcard:fi4is easily dup^ andHhe 
libMy cari acquire pamphl^^ 
copies: /(Appendix B. shows sample 
cards)^/ 

Assessing the task, maj^^ determine- how. 
many staff members need to be 

kssighed . to iM tasks, Matching I&R- 



tasks to the job idylls t^f iiidiviaualsti 
more dfrficul(. - , 

TRe lii)rarianH on the .^laff--lraiiied:^i 
collect, syslama(i7.e, and inde 
iiiforiiiation-siiouia do Ihe ii'ifonimtio 
gathering, eacii librarian doing the' tasi 
she/lie does best. A staff member doin 
personal and telephone interviews wit 
infprmatipri sources, for example^shQul 
have a'tpieasant friendly manner and^tn 
ability to remain "task-focused.'' , 

" 'J 

The right equipment - tu- do (i^ 
job"forms, , file cases,^ and. seati| 

Varrangements, for examj)le-tes to hev§^ 
up before^ I&jfl services can/stail 
IrifprmaUon ^a|herers^ using^ telephd 
interviews will need.iheir equipm 
iargd or private enough space ?tb be^abj 
to talk freely. A telepho^^ 
handle three-way/ conversations ca^^^^ 

' very hfelp^^^^ 
librarian! cim re 

agency arid 'patron. However^ :i^ s^^ 
be ,|bmte^^^^ this is an expensji 

additipri . ^ * | 
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^ This section suggests ways, the jlibrary: 
can: collect, process,, ^nd U;p d a t e the^ 
inf orm.atio n for it f IScK services; 

Some informationr-pamphlets^ 
the knowledge of staff members, aiiS 
infonnation already recorded \4nd; filed 
' ill the library "is.already gather^,, but: it 
will have to be converted to. fthe I&R 
for;nat; There are several metHpd^^ 
.gathering iitformatioh from; outside 
sources. The library's time, mpndy^' and 
staft cdnstraiiits will influence thY bqs^^ 
m^^thod, i).ut the. three most .common 
methods of gathering information are 
'persohaU interviews, questionnaires, and 
telephone interviews: « . ^ ] 

Perhaps the best /way to igathef 
information is .to :have Uibrary staff 
members; interview in -person^ 4he 
perspnhei ' of /'those agencies afiSi 
institutions thsrt have info^rniation tfet 
would ^be valuable to the,communityi jIt 
is;a^fruitful^method;^but^'m^^ 
cali'ftafford the expense in' $taff time. 

Mailing questionnaires ij an/offerifusea 

waj^ icj: cojlect linfprmaU niany 
: ^possible information sQ^urces wjU :n6t 

complete and Murn the qu^^^^ 
' In ^that .cas^ the/^^ 

.unreturhed; questionn^ with a secon^^ 
: Questionnaire, phone c^^^ ;pr kvperspn^ 

interview.. Ij ^ 



IGetting' information /from sources ovei 
the phone:is a practical riiethbd . JLikeuHe 



■ !l 
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A Combination 



^Processing thfe 
Informatioh 



\ Recording 



personal interyiew, it allows for - 
on^e-to-pne contact « between the 
interviewer and^ the. source, but unlike 
i> the personal^intef view, it dpesn-t take 
staff ^titne away from the library. 
However, it can result- in more ''pubhc^ 
rel£ftions" information ^ than real 
information) which can be misleading. 

Because many kinds of information will 
be ' needed from many sources, :a 
combination of methods jnay>be most 
'practical. 

Processing ''gathered" information 
means cnaiiging it from its "ra\yr" 
form -either unrecorded or recorded in 
hard-to-use format--into useful, useable 
information; The library must decide 
what operations the information will go 
through between the time it is gathered 
and the time it is used, how many 
operations Vvill be needed, and how 
many people will perform «them. 
Processing inf otfnlation usually involves 
five major steps: (1) recording; (2) 
verifyingr(3) revising; (4); re-recor.ding; 
and (5) duplicating. 

All gathered,, unprocessed information 
should be put into a working format to 
make it easier to find, handle, and use. 
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Verifying 



Revising 



Re-recording 
Duplicating 



Keeping the 
Information 
Up-to-date 
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Information -gathered ' directly ire 
primary soufces-4iUe workers in ? servi 
agency-can fie assumed: to be accun 
and up to date, but information frj 
secondary sources-newspaper clippin 
pamphlets-should be checked 
accuracy before it gets recorded; 1 
verification process is often the same 
the coliecting proVess. A telephc 
interview with a primary sourj^e, 1 
example, can easiljr check the validity 
"raw information. ' 

If the venffcation process- shows. that^l 
information. is inaccurate, out of date, 
incomplete, tlien-the information4ia^^ 
be revised before At is re-record 
duplicated, and .made accessible; il 
iiiftfrhatidn may need some" editing: 
clarity and conciseness ^before it 
recorded in.final form. ^ 

Gathered verified information then^^ 
fe-recprded in'final format. r ~ 

If , the informatioh is going to brfi 
libraries or other "informatioh outlei 
it- will need to be duplicated ;i 
distnbuted. ^ . : 

Keepi^^ information up-to-dafe ine 
both: , . j ' 

(1) revisink information alrci 
collected; and> i 

(2) addihg'new information. .| 



The need' for revisions can 5how up in 
three wavs: 

(1) GhangeB may show up when the 
public service librarians use the 
oridnal information. In \yorki!i^ 
with the agencies they may learn oi 
changes in staff, tehjphone 
numbers, locations, programs, or i 

- ' policy. :Depe|iding on the source, 
the information may or may not 
needi^to be verified. In any case, the 
library should have a procedure for : 
^etting.^ that' revised information 
into the System quickly^ and 
accurately, » < 

(2) The librarv may seek out needed \ 
revisions, the same^procedures used 

l^for searching out original ' 
information can be routinely used 
for identifying needed revisions 
every six months, or continuously. ~ 

^ (3)^ agency \i\ay volunteer revised' ~ 
. information to' the- library. Each 
recorded piece of information 
should note the source of tJie 
revised information and the date. * 
Procedures for updating. are much 
the same as for gathering, though 
usually less complicated. 

NewUiiformation will: also be coming in 
from the library staff , from agencies, an J 
from unexpected' sources. With i\ik 
possibility of information cropphig up in 
: so many'waySi the library needs to set 




Library outreach work includes all the 
contacts the library staff makes outside 
the library, publicizing library services" in 
. the community, gathering information \ 
about the community, and developing 
working relationships with community 
organizations.' Outreach- Vvoik is a^vital 
part ' of information and referrai service, 
but the benefits of outreach work ar^ 
not limited to .I&R. Outreach is the best 
way to get accurate information about 
local needs. The combination -of 
oufreach and effective service can create 
a new image for the library. 

learning about the community in direct 
contacts Avith -community groups affects 

^ every _aspect:qf7librarY service. Librarians, 
have operated: too long in isolation, 
trying: to make intelligent guesses at 
whalf their public would like. In areas 

\ where traditional library services are not 

,\yell u&qd, fhis isolation ha 
costly to continue. It- is impossible to 
serv(fe\a* cbmmujjity withou 
on which to decide what titles to buy^ 
what programs to plan, what movies to^ 
show, andNvhat infojn^ation and;referral'. 
resources toNdevelop^ f^is iM9rp??i^^ 
can only come'^from the'Com^ 
' communities/ exist outside , jibrar}' 
buildings. The librs^ry cannot Tearnr all 
-the things it needs to know ab-out the 



corhmunity by using only traditional 
community survey methods, 
questionnaires and forirtal interviews. 

There are .two levels of outreach work: 

(1) neighBorhqod outreach done by 
direct.service personnel; 

(2) city or area-wide outreach done by 
.the. central information- gathering 
staff. 

Both levels of outreach publicize 
information and referral services,-make 
the library and its sltaff members.'more 
visible to the community, make the staff 
members more kno^vledgeabJe about:the 
community, and establish contacts with- 
other service institutions. 

The suggestions beloW; deal with one part 
of community roiitfeach: contacting 
agencies about information ^n^ referral^ 
serv^ces"the kinds of contacts t9 make, 
and effective ways make ^ those 
contacts. 

One kind of community cbntact'for I&R 
services is contacting representatives of 
agencies and groups for any of four 
reasons: 

(a) to establish communication and set 
the stage for a continuing relationship; 



Attending . 

Community 

Meetings^ 



(b) to acquaint the agency represehtatr 
with information and referral services, i 
the represisntative can -then inform tl 
agency; (c), with the. .agency 
cooperation to list and refer to them^J 
collect, verify, or add to infbrmatio 
about the agency; and (4)49 get leads^ 
other groups, agencies, and individual 
who might be Sources of information.^ 

A second kind of outreach conta 
activity is attending the meetings. A 
groups and:: organizations. In this kihdtc 
"Cbntact the staff member can; play or 
of two-roles, the interested observeryc 
'the speakerV The interested , ob^pvj 
doesn't need an invitation tO attend^ 
public meeting, and dropping in as.^a 
interested observer may be a good wa 
to make an initial contact witk.a^rdu 
and' to Aeafn more about it. Introduciii 
yourself to the group can ^Jje a stc 
toward rnaking .the library more visiBl 
and making the community more aWai 
of library^ services,. The library staff >wi 
have to decide ' when this role ': 
appropriate , how effective . it J^-lto^ 
many times it. is worthwhilV lo atten 
the meetings -qf a particular group, ah 
^ what kind of partidpatipii is best. ' ' : 
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The library staff member who is 
addressing a group can: (a) present I&R 
to the audience (b) encourage them to 
use l&R (c) encourage them to share 
community information with the Hbrary, 
and (d) answer their questions aboUt the 



service. 



he Co^Timunity 




Another way to start contacts is to go to 
interagency council meetings. If there is 
.no interagency council and convening 
--one seems to be worth the time and 
effort, ' the library might convene a 
session and present its plan to all: the 
agencies at the same time. 

A third community outreach activity is 
the community w;alit--contact with 
potential consumers of the ser\'ice and 
^\ith business people who may be helpful 
in promoting it. Two or more. library 
staff people should regularly spend one 
or two hours walking in the business 
streets of the community, contacting 
local businesses /and leaving brochures, 
fliers, and posters. Community walks 
should be well planned and organized, 
wth a definite schedule for covering 
specific areas. In commui|ity waihs.. 
library staff members learn more about 
the community in which thef work, and 
the community learns more) about the 
library, the services it proviaes, and the 
people who work there, iCommunity 
walks allow,library straff members: 



(a) to. disseminate Iocs 
publicity -posters, brochures^ fliers-in 
planned, organized way; (b) to loca 
community resources: people who are, 
positions tb refer others tol&R; pe6p 
who offer a ser\'ice to which patrons cj 
be referred; people who offer part-tin 
or summer emplo^rnent; and grouj 
organizations, and^^agencies not yet: 
the file; (c) to talk with .people about t! 
service. When the "librarian hands 6 
literature about I&R, sjie/he should al 
talk to .people about the seryi 
informally; adapting the information: 
the immediate situation and aiidiem 
The brochure can be a tool to allqw« t 
librarian to talk to consumers, but 
shouldn't be relied upon as being t 
only way of explaining the^rvice. 

In all community contactSj.present.t 
service clearly and ^positively. Encoura 
people, to use the service, ' 
demonstrate the value of the servi< 
write down any I&R questions th 
''have, find, the answer at the library , ai 
call back with the answer. Get i 
library on the mailing lists of agenci 
and organizations;^ Be prepared to answ 
any questions aSout the service /ai 
about the - Jibrary's role^ in t 
community. 

Some agencies may not understand t 
library's role in providing* informati 



,and referral seniceS; and \Wll--need'S6rne: 
introduction to the concept of library 
outreach. Before startiiig to gather 
specific, information from the ageiVcies. 
let them know what the library is trying 
to do and why. Present the library's case 
and ask the agency's help in an 
explanatory letter. The letter shouldn't 
require a reply /but should set the stage 
for a later contact. Before requesting 
information from ^ an organization, the 
librarian should- make^ sure the person 
she/he is approaching, understands: (1) 
what information and referral services 
are; (2) the goals of I&R services; (3) 
what I&R otfers agencies, groups, and 
individuals; (4) how the service works; 
and (5) why the library is doing it. 

After making the first, publicity-oriented 
contacts, the library sh^ould follow up 
those contacts (1)^ to get special 
information about what resources the 
agency, group^ or organization has to 
offer; aiid (2) to develop an effective 
working relationship with that agency. 
That means finding the best, >/ay the 
library and that particular -^ency can 
work together to providj better, fuller 
service to the community. 

The library can begin and maintain its 
contacts with either, forinal or informal 
methods, although a formal interview is 



Xechniques for 
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^People Skills 



V- tWorking in the 
I; Community 



Communil} jconltjct work has two 
purppseaj' ' (l!) public relations: to 
proinote a positi\e image of the library 
and to , drum up business: and' (2) to 
gather information for I&R. 

Coninuinil^ contact work is basically 
ju^t "ttllking to people/' and the samci 
cominunicatiohs skills that make for 
good ser\icc 16 patrons in the library 
also make for good outreach work. 
Essential, especially, in work with 
disadxantaged aduUs. are ac^tive listeiiingy 
a non-defensive attitude, and openness. 

Jnformatioii and referral is a 
personalized ser\ice, one which adapts 
itself to fit the needs of the individual 
being ser\ed^ at the time. Sonic people 
need more interpretation, more 
preparation, and more advocacy lhan 
others, because of cultural differences, 
negative experiences with agencies, 
bureaucracies, and professionals; or 
because pf their personal distress at the 
time. 

"•i . - 

Dealing Avith the public may be easier for 
some staff members than fpr others, but 
many find that outreach work get? easier 
and 'more comfortable with 'experience. 

When the library staff talks to a group 
about I&R, an outline of the points to 
cover helps get the information across: 



The Staff: 



more clearly. Frequently asked' questior 
should ^become part of the talk, sine 
mjuch the same information will be give 
in alTtotUacts. ' . . ^\ 

Working in teams maklrs-^^or -betU 
comnmnication:^ if one team mem§( 
misses a point, Ihe other can pick it lij 

A question and answer session. afteriji 
talk lets the audience raise points he 
.covered in the talk, important 
uiianswiered 'questipns. and points :< 
particular interest tp them; 

To keep/informatipn and:refefral:ser\^^^ 
well coordinated^ and:^ effectiv 
commu nica tioh- must be^good: ampnglt^^ 
service staff. In regular staff meetinj 
and in-open informal conversation 
members should share their inf or^iatic^^ 
and their experiences. The sh2tfing;allw^ 
staff ^members tp help "each \o^^^^ 
develop the skiUs ^I&R'requires,:sW 
asking: andansVVer^ 
;tp ; indiSiduafe^ and. grouj^s^- 
handling problems. . 

Gpmmunicatipn among the -staff is^Sl/ 
irripprHnt in fo1lpwH%'wdrk>^^^^^^ 
sure the patron gets the best.^^p^ 
s^rvic^i Staff^dis^ 

aiv iiiiipprtanl:part ^^o^ tKe ongoii 
evaluation pf t^^^ staffs peirform^^^ 



Workers- can correct their mistakes^ arid 
learn to^proVide bettier services. 

• Relationship The library staff in its work should 

to Other • remain neutral toward community 

Agencies groups^ and .agencies. Library staff 

members must keep their personal- 
opinions and politics separate from their 
work, I providing information, on issues 
but refusing to take sides. Situations 
may arise that test library policy, and 
needs ma)^ arise Tor new policies of for 
policy clarifications. 



PtIBLICITY 



Successful . infdrmatidn and referra 
services combine outreach^ peopje'skilla 
and- publicity^ the more outreach wp^^^ 
the library does |in a community, th( 
more requests: for iriformatibn it get 
from the community. The/most effective 
.pubiicity programs use* all availabl 
methods of^^ advertising to ^e 
information to the people: radio/'fy 
-newspapers,, billboards, uiers, and' bu 
cards..* - ^ : 

\\1iatever media the library uses t< 
"publicize its services, 'fit^ shouii 
communicate its message honestly an< 
clearly. Libraries have a tradition^ 6 
advertising through "snob appeal!'.,an< 
pa re lit 0.1 dictates:/ '-GZ^. 
AHEAD-READ." The tradition insist 
on selling the library as a corrierstone^^o 
sQciety that the ' public Js, morallj 
obligated to support. \ _ j\ 

That kind of advertising will^ uoj 
c f f ecti velv publicize f&R. WKiW 
publicity; should promise no more thai 
the library can deliver,-neither shoiild^ji 
uu^ersell \the library as a^ commuriitj 
relource. Images of the library like;lHQ^^ 
used by Ihe Houston Neighborho6~c 
Information :Gen ter ("We'll tell • y9l 
everythLr|2 we know") or the Detroji 
Public Library ("Tell your problems t< 
the library"), while horrifyhig som^ 
librarians, di^^bring aboOt the desifec 



'[ resulted If: the library is providing a 
= service that helps patrons solve problems 
: % linking them to service age^^^^^ then 
it should say so. If it can't- do that, it 
; shpiildriU say it can. 

: CommunityrAvide adveftising-like- radio 
and TV-reaches the largest number of 
people, but local publicity is also 
important. 

i 

Bus cards Svith the telephone number of 
- the branch-library nearest the Bus route 
were eifective in beVroit-Bfillbbards and 
fliers also help reach^ those who don't 
listen to T V and radio. Local newspapers 
: may be willing to give the library free 
publicity for its new - service. A 
newspaper story* that deals Avith actual 
peo|)lc who have /been helped by the 
service is a natural for local publicity. 

A successful advijrtising campaign that 
helped, start I&R services at trie Detroit 
Public Library was donated by a major 
Detroit firiri as a . public service. 
Agencies with an interest in public 
service might help promote the library as 
an iiiformation and referraj center. 

Publicizing a new ser\icc initially ib one 
kijid of problcnu for yvhich radio, 
ldc\ision. newspapers, billboards, and 
bus cards are sonu^Avhat effective. Bui 
the real task is to bring about 
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word-u^^^^ 
leyelCAnd^theJ^r 



persoii,:tQipers6h: 
. publicity at the Idea 
^re wa^ to |io: t^^^ 
THe best: advertising: im^^^^^ 
custom%,:and % 
p^sable-efforl tp^insurei^ 

each patron. ,1 " 

' J' _ - ]' 

S ome w ays \ b buili tip ^thatV.kind| 
publicity are; (1) se^tifeup tempofa 
headLquai^te^^^ sj6ine^vn^.re; ^in v 'S^ 
Community to ans\y|r questions ^pn^^^ 
spot ; (25/attendii^: communify rne§ti| 
and gatherings; (3^ 

informatipri; and ;(4)V the cpmmuni 
walk. 

Oc casibhally 5 library \ staff members/c 
select a key location in the cpmmuni 
(a stprSi -super market^ jcfiurjchV.or:^ 
cpruer);bring a card tabljj? arid chair-, ai 
publicize the library's l&R; efforts, Tl 
nas one serious lirhitati^^^^ 
questions pan't be .ahsw:e|i 
immediately, but need some searcfiirig 
hpiiing. 



It is Tmpprtant to regularly atteridtlpc 
club meetingSvChiircli socials, and .oth 
cpmmimUy gatherings. Agai 
demonstration of :llie;scr\'ice pn the^sp 
is an effective way t6= adyertiSQj.buH 
same liniitatroiis . are . involved * 
question' asked often req^uifcs mo 
information llian> is minicdiate 
available*. 
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Referrals to local oomriumity 
organizations and very localized 
information-like who in the 
neighborhood gives guitar, chess, \<or 
macraine lessons-are effective ways; to 
involve th(. community and get local 
publicity. 

The cpnnnunity \valk. does two thjngs 
that, promote local publicity: (1) it 
alloVv's library staff members to describe 
the service to local people in person; and 
(2) it allows the library staff members to. 
find out what additional sehices are. 
being provided or could be provided. 
The library's l&R^eryices.-f or example, 
can link a church- group looking for a 
project with local need, such as« 
transportation, for older persons. The 
community walk helps the library keep 
in touch so it can make this kind of 
connection. 

The library must avoid - making 
commercial ' referrals. Questions like 
"Where can I buy the best ^birthday 
cake?" are best handled by referring the 
caller to the Yellow Pages, or having a 
community bulletin board. The library, 
or each branch," can put up a cemmimity 
bulletin board advertising commercial or 
' private services (grass-cutting, sewing, or 
baking, for example) without the 
library's being v. responsible for these 
services. 



In publicity, as in ,' all aspects / 
information and refer fah services, 
interaction between the library and : 
community is the cruciaP factor. . 
library must listen, communicatet^aii 
help the people jn the corhmunity,''6r ; 
its other publicity method^will fail. . : 



WHAT OTHER LIBRARiES 

Have: DONE:- - " ■ 
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AAEG Lihfary/ABE Sites 

Each of the following demonstratu 
sites adapted the AAEC^^- Handbook ] 
Services Avqilable For Adult Students. 
local community resourceis ar 
distributed the hanSbooks to -librarie 
adult basic education programs^ ai 
social semce agencies. 



Urban Sites 

AB^ibrary Center 
Birmmgham Public Library 
2115 7th Avenue, North 
Birmingham, Alabama 3520^' 

Lib rarv -ABE Project ? . 
Memphis Public Library, and 

Intormation Center 
ISSOPeabody - 
- Memphis, Tennessee 38104 



Rural Sites 

Northeast Georgia RegipnaPLibrary- I 

ABE Project 
P.O.Box378 

C}arkesyille, Georgia 30523 

ABE-tibrary Project ^ 
Floyd County I^ib He Library 
- Prestpn'sburg^ Kentucky 41653 



Carnegie Public Library 
Clarksdale^ Mississippi 38614 

WestcrnXounties Regional Libraries 
ABE Project 
900 5th Avenue 

Huntington, West Virginia 25701 



TIP (The Inforriialioh Place) 
Detroit Public Library 
5^01 Woodward Avenue 
Detroit, Michigan 48202' 

The TIP Program, on which much of this 
giiidc wa&«» based, provides extensive 
mformatiori-referral services h\ thirty 
branch libraries^^ and in the main branch 
as well. The TIP clearinghouse at the 
main branch processes, verifies, and 
: duplicates all iniorniation. It is part of a 
five-city'. •j)roject called the 
"Neighborhood niformation Centers 
Project'' or NIC, funded by the Oiffice of 
Libraries and Learnhig Resources. Other 
participating libraries . are in Atlanta,. 
Geor^a; Queens Borough. New York; 
Cleveland, Ohio: and Houstoii, Texas. 



, El Centro De Information . 
Chicago Public Library ^ . 

78:Ea8t WashingtomStreet / 
Cliic%o, lUinois 60602 

The I&R service is a telephone 
- information center manned by 
Spanish-speaking librarians who work 
with a community resource file. 

PIC 

Enoch Pratt Free Library 
400 Cathedral Street 
Baltimore, Maryland 21201 

The PIG . (Public Information Center) 
worked closely with various agencies to 
provide I&R .service. One task was to 

grepare an index to. the akeady existing 
directory of Community Resources, a 
guide to social services in Maryland, 
which AS heavily used by caseworkers, 
educators, ana others for making 
referrals. 
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StGGESTED READINGS 
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the following articles and books cmgiye 
additionar information about 
information and referral services. 



Donahue, Joseph C. "Planning for a 
Community Information Center._ 
Library Journal 97: 3284-88V 

.. ' October 15, 1972. 

Ihterstudy, Minneapolis,. ^Minnesota,;; 

■ information and Referral Serpices' 
Seriesi Available free, from 
. Administration on Aging, -Social 
and. Rehabilitation Service, 
Department of Health, Education 
and .Welfare, .W^shi'ngton-, 
DC 20201 and thrdUgli ERIG:^ 
EDO 518 36 , ED 05 5632.: 
-EDO55640. Includes: Notes for; 
Managers; the . Resource -Filfej.; 
Inter.viewing arid' Ihfoririatiom 
Givihgj Referral; Brocedure;- 
Voluiitcer Escort Se.rvice;; 
Follow-up; -Reaching OUt;^J'he Role: 
of Advocacy i= A Training Syllabus; 

^and A Fimctional Analysis. . ! 

. ^- ... *. " 
Kahfi,. A;J. NeighboHiopd Infprmatwiii 
Centers: A Study and: Some- 

• Proposals, New York: Columbia 
University, School of SociaLWorkv 
'•'1966. ' 













- 




'J 




- 


Rjoiuis. Carob L. and Crowe, Linda, ed, 
L ih ra ries and Neighborhood 
Tnformatipn Centers. Urbana. / 
Illinois. University of Illinois, 
Gradnale School of Librar-V 
Science, 1972. Allerlon fark 

Irislitule. No. 17. 

' / 








\^ 

/ 

1 


«*> 






/ 

Ggg, ElizatcllK Tell Me Where to Turn; ^ 
' J/ie iGrowth of Information and 
' Referral Services. ' Pnblic Affairs 
Pamphlet No. 428, 1971. 
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Tnrick. Dorothy Ann, Ed. ''The ; 
TsVighborkood kiformalion 
Center." RQ (Snmmler, 1973) pp. 
'341-363. 
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National Standards, Information and - 
Referral. Write to 'George Pfeiffer, 
United Way of. America, 801 
Fairfax ' Street:, Alexandria, ^ 
Virginia, 22314. 
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Abandoned Hduses 

see 

Housing Inspection 
Abdrti onr Referral 
Accounting 

Actors & Acting 

,see 

Theatre Arts Education 

> 

Adoption 

Adoptioh-^l'orcigri Born 
Adult Education 



-\ APPENDIX A 



TIP SUBJECT HEADINGS 
DETROIT PUByC LIBRARY 



Advertising 



Aged 

see ako 
Camps for Retirees 
Homes for the Aged - 
Housing for Ketirees 
Nursing^Hpmes 
Protective Service -Aged 
Recreation for Retirees 
Retirees 



Air Pollution 



Alcoholism 



Alumni 



\ 
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Animals " 
see also 
Dogs 

Humane Societies 
Leader^Dogs 
Zoos ^ 



Animals, Nuisance & Stray 



Appliances-Second Hand , h 

see ^ . . / :j 

Eurniture/Appliances-Second 
' Hand • \ A 



Apprentices 
Archery i 



Architects 

- I- 

Mrt < 
Art Education 
Art Galleries 
Art Rental 




Arthritis & Rheumatism T 

■■ ■ \ 

Arts & Crafts \ 
see'abo 
Art . 
Art Education 
Ballet. 
Ceramic:: 

Dance ' \ 

Follv Dance \ ♦ 

Mpdelipaking 

Photography 

Puppets & Puppet 'Crafts 

Textiles ^ ' 

theatre Arts Education 



Asthma 



Astronomy ^ 
Planetariums 



Auto Recovery 
Automobiles _ 

Automobiles, Abandoned 

see 

i 

Auto Recovery 

Automobiles, Stolen . 
see 

Auto Recovery 
Aviation 

Babies, Abandoned 
see 

Protective Services-- 
Children 

It 

A~2 



Baby Sitters 

Homemaker/Housekeeper 
Services < 

\y . 

Bagpipes 



Ballet 

* 

Bands & Orchestras 



Banks & Banking 



Barber Shop Singing 



Basements & Streets, 
Flobded 



Basketball 



Batered. Babies 

fsei2- ; . 
Frotecti ve Services- 
Children 
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; Bicycle Licenses 
Bicycles & Bicycling 
, BirHs 

Birth & Death Records 

iBirth^ontrol 

Birthdays 

Black Studies 

Blacks > 

Blacl^s- Business 

Blacks- History ' 

Bladder 

^ind 



Block Clubs/Community Council 



/ 



Blood Banks 
Boats & Boating 
Bodies-Bequest of 
Boiler Inspection 
Bonsai* 

Boys' Organizations 

Braces 
see 

Medical Appliances/Supplies 
Breast Feeding 

A-3 



Bridge (Game) 
Budget 



Building Inspection 

see also. 

Housing Inspection 



BuildingJPemiits 
see also 
Construction Permits 



Burials 

5ee 



Funerals 



Buses , 
5ec' 

' Transportation, Group 

• /» 

Business / 
5ec also . 
Blacks-Business 
Small Business 
Assistrirce 
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Business Education 



Cameras 

see ^ 
, Photography 



Camperships ^ 
^ Camps & Camping 



Camps for Retirees 
Camps for the Handicapped 



Cancer 

see also 
. Bladder 

Colostomy 

Ileostomy 

Laryngectoiuy 

Mastectomy 

Urctheorot'omy 

Canes 
see 

Medical Appliances/Supplies 



Canoes 



Catholic 

see 

Roman Catholic 



Cemeteries 



Ceramics 



Cerebral Palsy 
ChamlMJr Music 

\ 

Charities 1 

see,^ 

Fuiulihg Organizations 
Wjelfarc 



Qieckers 



Chess 



Qiild AHusc 
^ $ee 

Protective* Services-Children 



Child Placing 

see 

Adoption 

Children-Institutional Care 
Foster Home Care 



Child Protective Services 
see 

Protective Services-Children 



. , Child Study 



Childbirth 

seeah6 
hif ant Care 
Maternity Care 



Children 



Children, Blind 

. see 
Blind 



Children, Deaf 

• see 

Deaf 



Children, Handicapped 
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yChildVeu, Handicapped-Camps 

/ see 

Camps for the Haiulicapped 

Childreii-Hospitals 

, Cliildren-IiislUutional Care 



Childreii-iMenlal Health 

see 

Mental Hoallh 



Children, Retarded 

see 

Children. Handicapped • 
Menial health 



Children's Homes 

see 

Children-Institutional Care 



Choral 



Christmas 



Christmas Charities 
Christmas Trees " 
Chrysanthemums 
Citizen Patrols 

Citizenship 

see 

Immigration & Naturalization 
Civic Organizations 
Civil ^Ri^its 

Qothing" Second Hand 

Coins 

Colostomy 



wOmniunicid)le Disease 

see also 
/ Quarantine 



Community Centers 

see also 

Recreation Centers 



Community Organization 



Condominiums 



Conference Facilities 
see also 

Meeting Rooms 



Conscientious Objectors 

see 

Draft Counseling 



Conservation 
see also 
Air Pollution 
Litter Control 
Nature Study 
Pollutiori 
Weed Control 



Construction Pennits 

see also 

Building Permits 



Consulates. 

see 

Foreign Population 



Consumer jProtection 



Conventions 



/ 



Cooperatives 
see also 

Food-Cooperatives 
Housing, Cooperatives^/ 

/ 

Counseling ^ 

see 

Specific Subject Heading, 

e.g., ALCOHOLISM, MARRIAGE 

COUNSELING, etc. 



Crafts 

see , y 

Arts & Crafts 



Credit 



Cremation 
see ■ 

Funerals 



Grime Prevention 



Crippled Childrejr 
see 

Children^Handi capped 

Crisis IpferVen tion ^ _ 

sejH^ 

Drug Abuse-Information & 
/ Referral 
/ Emergency Assistance - 
/ Poison ; 
Suicide 



Crisis Intervention Centers 



Crutches 
see 

Medical Appliances/Supplies 



Cidtiiral Organizations 

I 

Cystic Fibrosis 



Dance 
I see also 
I Ballet 
Folk Dance 



Danish 
[ Day Camps . 
Day Care Centers 
Day Care Organizations 



Deaf 

see alsQ 
Hearing Clinics 
Medical Appliances/SuppUei 



Deaf-Interpretive Services 

. , ' IP, ' ^ I 
Death Certificates 
see 

Birth & Death Records 
Dental Care 
: Dental Clinics 
Dentists-Associations 
Dermatology 
Diabetes 



Dietetics ^ 
see 

Nutrition 



: ' Disabled 

see 

Handicapped 
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Disaster.Relief 
see 

Emergency Assistance 

Discriihination 

see 

Civil Rights 

Divorce 

see also 
Legal Aid 

Doctors 

see 

^ Osteopaths- Associations 
Physicians-Associations 
Psychiatrists-Associations 

Dog Bites 

see 

Rabies Prevention 
Dog Licenses 
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Dogs : 

seeqiso ^ 

Humane Societies- I 
' ; Leader Dogs 

Rabies Prevention ; 

Dogs, Nuisance & Stray 

Dolls / ' i 
. see ako 

Puppets & Puppet Craft : 
Draft Counseling 

Dramatic Instruction 

see ' ' I 

Theatre-Arts Education / ; 

Drop-Outs - ^ ' : 

Drop-Outs-Educatipn ' 

Drug Abuse-Educatipn 



Dhig Abtise-lnf ormation & 
Aeferral 

Drug Abuse-Treatment 
Drugs (Prescription) 



Ecology 
see 

Air Pollution 
' Conservation 
' Litter Control 
' Nature Study 

Pollution 

.Recycling . 

Weed Control 



Economics 

Education 
see also 

Adult Education 
Art Education 
Business 

Drop-Out-Education 



Education (cont.) . 
Music Education 
Theatre Arts Education 

Educational Counseling 

see also^ 

Vocational Counseling 
Educational Films 
Educatipnal Television 
Electrical inspection 
Elevator Inspection 

Emergency Assistance 

see also 
Drug Abuse-Informsttion & 

Referral 
Meals/Free/Nominal Charge 

.Poison 

Shelter, Temporary 
Suicide 

A-8 ' 



Emergency Assistance (coht.) 
Suicide 

Transportation 
(Emergency) 

Emotionally Disturbed 

see 

Mental Health 
Emphysema 

Employ "^ent 

see also 

Youth-Employment 

Epilepsy 

Ethnic Groups 

see 

- Foreign Population. 
Ethnic Studies 
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: Eye Baiiks 
Eye Care 
Eye Clinics 

7 

Fairs 
Family 

Family Planning 

see 

Birth Control 
Farms 
Fencing 

Fertility Services 



Field Trips 

see • 
Tours 



Films 

see also 

Educational Films 



Financial'Aid 

see 

Welfare 



Finnish 



iFishing 

Flying 

see 

Aviation 
Folk Dance 



Food 

see 

^ Food-Cooperatives 
A-9 
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; Fdod^(cont.) 
» ."^^ Meals, Free/Nominal 
,Gharge 
Tilutntioni 



Food-Cooperatives 
Food inspection 



Food Stamps 
Foodhandler Permits 



Foreign Affairs 



Foreign Population 
Foster Home Care 



Fraud 

see 

Consumer Pr'otectibri 



French 



French Language 



Fiinding Organizations 



Funerals 



Fumiture/AppliancesvSecond Hand 



Gambling 



Garbage Collection 



Gardens & Gardening 

see also * 
' Bonsai 

Clirvsanthcmums 

Koks 



Gcynelic Counseling 
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German 



Girls' Organizations 



Golf 



Gonorrhea 

see also 

Venereal Disease 



Government 

^ee also 

U.S, Government 



Great Lakes 



Guitar 



HalftWay Houses 



Handicapped 
see also 
Blind 

Camps for thn llandi. 
capped ' 



Handicapped (coht.). 
Ghildren,iiandicappcid 
Deaf . 

Medical^ Ap_pHanceg7 

Supplies 
Mental Health 
Physicaltlierapy 
Sheltered Workshops 



Handicapped--Enipl6yment 

see also- 

Shelter^dAVorkshops 



Handicappedr-Recreatibn 

see also 
Camps for th^ 

Handicapped \ , 

Healthcare 



• Health Clinics 

see also . ' - 
Dental Clinics * 
Eye Clinics - 
Hearing Clinics * 
MentaKHealth..Oul-Patichjl 
Spcecircrmics 
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Health Clinics 

. specific subject heading, 
e:g.>eEREBRAL PALSY, 
^lUSGUt ARvD YSTROPH Y, etc. 



Health Organizations 



Hearing Aids 
see 

Medical Appliances/ 
supplies 



Hearing Clinics 
Heart 

Heating Inspection 
Hemophilia 



Heredity of Disease 
see 

Genetic Counseling 
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History 
see also 

Blacks-History^ 



Hobbies 

see 

Arts.& Crafts 
Coins 
Dolls ■ 

Modelinaking 



Photogrliphy 
Puppets & Puppet-Crafts 
Railroad^ 
Recreation 
Stamps, Postage 



Home Nursing 

see 



Nurses & Nursing' 



Homemaker/Kousekeeper 
Services 
see 

Day Care Centers 



\ Homes, Children's 

see - 
Cliildren-InstitutionalGare 



Homes-Convalescent, Nursing 

&;Rest 



see 

Nursing Homes 



Homes For The Aged" 
see also 

Nursing Homes 



Homes Fbr The Aged/ 
Organizations 



Homes For Women 

see 

Women's Residences 



Homestead Tax 

see 

Tax Assistance 



Horticulture . 

• sec 

Gardens & Gardening 

Hospitals^ Children's 

sec 

Children-Hospitals 



Hot Lines 
sec 

Drug Abuse-lnformation 
& Referral * 
■ Emergency Assistance 
Crisis hi tervention 
Centers 



Housing 



Housing, Cooperative 
Housing For Retirees 



Housing Inspection 
see 

. Building Inspection 
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^ousirigvLow Income 
Human Relations 
HumanciSocieties 
Hunting \ 
Identification Cards 
Ileostomy \ 



Illegitimacy 

see 

Unmarried Fathers 
Unmarried Mothers 



Immigration & Naturalization 



Immunization 



Income Tax i 

see • 
■ Tax Assistance 



Industrial Hygiene 
Industrial Relations 
Infant Care 



Informatipn & Referral 
Servic^ 
see aiso 

Drug Abuse\Information 
& ReferralX 



Inspection 

see 

specific subject heading, 
eg., BUILDING, PLUMBING, el 



Installation Permits 




Insurance 

see also 

Social Security 
Unemployment Insurance 

Insurance, Automobile 



Insurance, Health 
see a/50 
Medicare 

Workmen's Compensation 
Interracial M arriage 
Italian 
Jail 



Jews 

Job Placement 

see 

Employment 
^Juvenile^Delinquency 



Kidney 

Kitthens, Public 

see 

Meals, Free/Nominal Charge 

• \ • 

Language Lessons 
see 

Adult Education 

^ ' \ ■ 
Laryngectomy 

Latin American 

Law 

Lawyers-Associations 
Leader Dogs 
Legal Aid 
Leukemia 
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libraries 

' Libfajries, Special 

Licensing & Regulation 
see(dso 
specific subject 
heading, e.g., B1C\ OLE, 
LIQUOR,etc. 

Liquor- Licensing & 
Regulation 

. Litter Control 
see also 

Garbage Collection 
Rubbish Collection 



Loans 



Lutheran 



Marriage Counseling 
Marriage Records 
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Maatectomy 



Maternity Care 

MedPlanning 

see 

Budget 
Nutrition 

' Meds 5 Free/Nominal 
Charge 



Medicaid 



* Medical Appliances/ 
Supplies 

Medical Services 
see 

Health Care 
Health Clinics 



Medicare • 



Meeting Rooms 



Mental Health ln- 
Patient 

see also 

Psychiatric Hospitals 



Mentally Handicapped 

see 

Mental Health / 

V- 

/ 

Mentally Retarded 

see 

Mental Health 

Methadone Maintenance 
see 

Drug Abuse-Treatment 
Michigan 



X* ; MinoHty Businew 

see 

. . Blacka-Business 

Small Business Assistance 



Missing Perjons 
Modelmaking 
Montessori Method 



Multiple Sclerosis 

Municipal Governnfient 

see 

Government 



Muscular Dystrophy 



Museums 



Music 
see 
V Bagpipes 
Bands &:Orchestras 



Mental Health Organizations 
Mental Health-Out-Patient 
Mental Health-Self Help 
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. : Music .(cont.) 

Bkfber Shop Singing 

Chamber Music - " 

Chofal ' 

Guitar 

Opera 

0rgan * 

Recorders 

Music Boxes 

Music Education 

Music Organizations 

Myasthenia Gravis 

Narcotics 

see 

Drug Abuse 
» 

Naturalization 

Immigration & Naturaliza- 
tion 



Nature Study 



Negroes 

see 

Blacks 



Newspapers 

Newspapers-Foreign Language 
Yellow Pages 

Norwegian 

Nurses & Nursing 



Nursing Homes 
5ee ako 

Homes for the Aged 



Nursing Homes Organizations 
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Nursing MoUiets 

see 

Breast Feeding 



Nutrition 



Obscenity 



Occupational Therapy 



OldAge 

see ^ 
Aged 
Retirees 



Opera 



Optometrists- 
Associations 



Orchestras 
see • 

Bands & Orchestras 



Organ 



Orthopedic Appliances 

. see 
Medical; Appliances/ 
Supplies 



Osteopaths-Association 



<Park-& Playground 
Maintenance 



Parolees 
Passports 



Pen.Pals • • 

Permits . 

\ Isee 

^specific subject heading- 
e,g- CONSTRUCTIONS, 
INSTALLATION, FOOl)HANDLER 



J 



Hiilately 

see 

Stamps (Postage) 
Photography 



niysicsd Examinations 

see 

^ Healthcare 
Health Clinics 



Physical therapy 



niysicians-Associations 

see also, 

Osteopaths-Associations 
Psychiatrists- Associations 



Pinochle 



Hanetariums 



Playground Maintenance 

see 

Parks & Playground Maintenance 
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Plumbing Inspection 
.Poetry 
Poison 

Police/Community. Relations 
Polish 



Pollution 
see also 
Air Pollution 
Conservation 
Litter Control 
WeedC6ntrol 



Pregnancy, Problem 

see 

Abortion Referral 
Adoption 
Birth Control 
Family ^ ^ 

Genetic Counseling 
Health Clinics 
Marriage Counseling 
Maternity Care . 
Untnarried^Mothiers 

— — — 



Pregnancy Test 



Pre-Natal Care 
see 

Maternilv Care 



Prescription Drugs 
see- 
Drugs (Prescription) 



Prison- 
see 
Jail 
' Paiolces 



Program Planning 

see also ^ ~ ~ 

Speakers Bureaus 

f f '^,erty Ri^its 

Proposal Writing 

Protective Services--^Aged 

Protective Services- 
Children * 



Psychiatric Clinics 
^ see 
Mental Health Out- 
Patient 

Psychiatric Hospitals 



Psychiatrists-Associations 



Psychodrama 

PsychologistsvAssociations 

Psychotherapy 
see 

Mental Health-In- 
' Patient 

Mental Health-Out- 
Patient 
Mental Health-Self Help 



Public Speaking 



Puppets & Puppet Craft 
Quarantine 



Rabies Prevention 



Race Relations 
see 

Civir Rights 
Human Relations 



Radio 



Radro Emergency 
Railroads 



Rat Control 

see 

Rodent Control 



Reading 
Real Estate 



Recreation 
^ see also 
Archerv 
Arts & Crafts 
iBakketball 
Bicycles & Bicycling 



Recreation (cont.) 
.Bicycles &' Bicycling 
Sbats & Boating 
Bridge* 

. Camps & Camping 

* Caiioes . 
Checkers 
Chess 
Fencing 
Fishing^ 

Gardens & Gardening 

Golf 

Hiking . 

Hunting 

Pinochle 

• Sailing 
Skiing 
Tennis 



Recreation Centers 

Recreation For Retirees 

*^seealso 

Camps for Retirees 



Recycling 



Refrigeration Inspection 



RIC 
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Remedial Reading 

see 

Reading 

Residences, Women's 
see 

Women's Residences 



Respiratory Disease 

see 

Asthma 

Emphysema 

Tuberculosis 

Retardation 

see 

Mental Health 



Retarded Children 
see 

Children, Handicapped 
Mental Health 



Retirees 
see aho 

Camps for Retirees 
Housing for Retirees 
Recreation for Retirees 

A-18 



Rheumatism 
see 

Arthritis & Rheumatism 



Rodent Control 



Roman Catholic 



Roses 



Rubbish Collection 



Rumors 
Safety 



Sailing 



Sanitation * 



* Santa Glaus 
see 

Christmas 



V"' 

\ • 

Sjcholarshipg 
Schools, Private 



Science Museums 
see 

Museums 



Scottish 
Scouting 



Security Deposits 

see 

Legal Aid 



Selective Service 
see 

Draft Counseling 



Senior Citizen Programs 

see 

Recreation for Retirees 



Servicemen 
see also 
Veterans 



Settlement Houses 
see 

Community Centers 



Sex Crimes' 

I 

Sexual Health Information 



Shelter, Temporary 



Shoes 



Sick Room Equipment 

see - , 
Medical Appliances/Supplies 

Sidewalks 
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Signs, Street 

" see 

Street Signs 

Singles 

see ako 

Widows/Widowers 
Skiing 

Small Business Assistance 

Smoke Control 
see - 
Air Pollution 

bmoking 

Smoking Withdrawal Clinics 
Snowmobiles 



Social Security 
see also 
^ledicare 



Social Workers 



Spanish American 
see 

Latin American 



Speakers Bureaus 
Speech Ginics 
Speech Therapy 

Sports 

see 

Recreation 
Recreation Centers 



Square Dance 

see 

Folk Dance 

! 

Stamps (Postage) 



ERLC 



Stocks/Bonds 

Story Tellers 

Street & Traffic Signs 

Street Cleaning 

Street Lighting 

Street Paving & Repairs 



Streets, Flooded 

see. 

' Basements & Streets, 
• Flooded 



Strokes 
see 
Heart 



Substance Abuse 
see 

Alcoholism 

Drug Abuse^^-Education 
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Drug 



Substance Abuse (coht.) 



Abuse-Information 



& Referral 
Drug kbuse-Treatnient 



Sudden Infant Death 



Suickie 



Summei; Theatre 



Swedish 



Syphilis 

see 

Venereal Disease 



Talkmg Books 



Tax Assistance 



Teachers 

see also ^ 
Tutors, & Tutoring 
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Teachers, Retired 

Television 
see also 

Educational Television 

Tenant Rights 

see also ^ j 
■ Legal Aid i 

Tennis 

Textiles 

Theatre 

see also 

Summer-Theatre 
Theatre Arts Education 

Therapy, Occupational 

see 

Occupational Therapy 
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Therapy, Physical 
see 

Physical Therapy 

Tourism 

Tours 

Traffic 
see 

Safety ^ 

Traffic Lights & Signals- 
histallation 

Traffic Lights & Signals- 
Repairs ' 

Traffic Signs 

see 

Street & Traffic Signs 

Translation 

Transportation (Emergency) 
A-21 
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Transportation, Group 

Travel 

Tree Farms 
see 

Christmas Trees 

Tree Service (Spraying, 
Trimming, Removal) 

Tuberculosis 

Tutors & Tutoring 
see also 
Reading 

Twins 

Unemployment Insurance 
United Nations ' 
U«S, Government 



Unmarried Fatliers 
Unmarried Mothers 
Unmatried Parents 
Urban Studies 

Uretheorotomy 

Utiiities 

Vasectomy 

Venereal Disease 

Veterans 

Vocational Counseling 
Vocational Training 



Vohmteers 



Voting 



Walkers 
• see 

Medical Appliances/Supplies 



Water Main flreaks 



Weed Control (Private 
Properly) 



Weed Control (Public 
Property) 



Welfare 

see ako 
' Food Stamps 



Welfare Rights 



Wheel Chairs 

see 

Medical Appliances/ 
Supplies 

WidowsAVidowers 

Women's Organizations 

Women's Residences 

Workmen's Compensation 

X-Ray 

* 

\ Yoga / 

Youth 

see oho 

Boys' Organizations 
Girls' Organizations 

Youth -Employment ^ 
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Youth**In8titutional Care 

ChUdren-InstitutionaLCare 
Mental Health-In-Patient 



Youth-Recreation 
see 

Recreatioh 



Zoning Appeals 
Zoos 



i 
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APPENDIX B 



INFORMATION AND REFERRAL CARD FILE: 
SAMPLE SUBJECT FILE AND RESOURCE CARDS 



uallv divided into a subject index and an alphabetical resource file. Resources could also be listed b; 
subject. Usually, re'urle utted once witi cross references. The kinds of subject headings w.U depend upon 



I&R card files are usi 
subject. Usually. a 
services available. 



the IbcJ 



The uext two pages show sample subject file cards and a sample resource card. These are only samples, of course, to-l^ 
adapted to the needs of your library. 



SAMPLE SUBJECT FILE CARDS 



HEALTH 



Alabama State Vocational Rehabilitation Service 
American Red Cross 

Jefferson County Comminee for Econonnic Opportunity 
Jefferson County Dept. of Pensions and Security 
Jofferson County Health Department 
Uioni Club (Eye examination and eyeglasses) 
Rotary Club (Hearing testing) 
Social Security Administration (Medicare and 
Medicaid) 



LEGAL AID 

Alabama Department of Pensions and Security 
Jeffersori County Committee for Economic 
Opportunity 
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SAMPLE RESOURCE CARD 



Kinds of information to include on resource cards are: complete name of agency, address of main office and' loca 
branches, telephone number of main office and branches (including whether or not the phone is answered by a recording 
and the hours the phone number is in ser\ice. hours and days the agency is open, name of the contact person(s) in th< 
agencj , ser^ices offered, eligibility requirements for services, costs of service, if any, ^papers a potential client must bririj 
(siich as a social security card, birth certificate, etc.), and other information as needed. >^ . . 

\ \ ^ 

. Jefferson County Health Department ^\ i \ ' ' ■ 

Public Health Building . ' \ \ \ 

1912 8th Avenue South \ \ 

Birminoham, Alabama., 35233 " ""x^ telephone: 324-9571 ^ 

Person to Contact: Dr. John Smiths ^ " 

Services-offered; I. mobile unit chest x-ray at frequent intervals, 2. 14 - 
17 chest x-rays when recommended by physicians, routine immunization, \ . ' / 

3, Bi'monthjy tuberculosis outpatient clinic, 4. Diabetes screening, 5. \ 
Venereal disease tests and treatments, 6. Hearing tests, 7. Vision tests, 8. ^ . 
School health services, 9. Home visits by nurse, 10. Planned parenthood j 
assistance, 1 1 . Cervical Cancer tests (Pap smears), 12. Plumbing 
inspections, 13. Soil percolation tests, 14. Rabies control services, 15. < / 
Water sampling, 16. Issue ' verifications of births and deaths, 17. 
Laboratory services for many communicable diseases. ; 



ERLC 
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APPENDIX e 



DATA COLLECTION FORMS 



The following forms were adapted from experimental forms used by the TIP program at the Detroit Public Library 
record questions asked, number of requests for information, and the kinds and frequency of outreach work done, Tb 
forms will help to assess the scope of work completed as well: as show possile gaps in community service. (Patterns 
questions can lead to areas where programs may be needed. For example, if there, are many questions about VD, the lipr 
may Want to sponsor a program about VD prevention and treatment); ' ' ' 

Keeping a subject file of questions asked will cut down the amount of duplicate work. These forms are only used whe 
referral is made and not for information-only questions. 

three sample forms are shown: (1) a work sheet; (2) a monthly statistical report; and (3) a community contact form. 



/ 




Date: pn Telephone 

Patron's name : ^ 

Question: 

Narrative: 

Sources consulted: 

Resource File 

Information only I \ 
Referrals made: 



WORKSHEET 
O Walk-in 



Call taken by: 



Phone and/or address: 



Directories 



Pamphlet Materials 



(continued on next page) 



A 



Phone calls made: 

for patron: 

where: ' , 

information required: 

wth.patron: 
where: , 
• information required: 

Question completed while patron on phone [ I 

Necessary to work on question and call patron back 
Approximate length of time spent answering question: 
If caller is other than patron: . - Name:' 

How did patron hear about I&R service? Media 



□ 



A i Outreach 1 I Frier d or relative 



Follow up 
Date: 

Successful referral 



Agency or affiliation: 
□ Agency □ Other 



Dyes □ 



no 



Comments: ^ 

Additional information and referral necessary no 



(If j[es, attach new work sheet,) 



Signature 
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Name: 
Phone: 

T ype of Contact 
I- 1 school 

I I recreation or community 
center 

\ I ckib or organization 
( I city depart ment 

Method of Contact 

( I scheduled visit 

C] appointment for interview 

□ other 
Time Spent., ■ 



Result of Contact 



COMMUNITY CONTACT FORM 

Address: 
Contact person: 

I 1 block club or community council 

I 1 mirsing home or senior citizens 
residence 

\ I service agency ^ 
cm other 

I I attendance at meeting 
\ I speaker at meeting 



1 I church 

commerci al area 

I 1 individual 



[ J telephone 
drop-in visit 



I 1 publicity and information 
[]Z3 additional resource for referral 

Future or continued contact recommendations 



I \ additional-contact suggestions. - 
• [~] cooperative services a>id/or programs 



cm return visit; frequency 



Staff Me.mber: 



©'"ite: 

ERIC— 



I I no further contact necessary; comment" O meeting atfendancei 

frequency- 
Library: 

65 



MONTHLY f^TATISTICAL REPORT 



Library: 
Month: 



Questions Completed 
« Walk-in . 



Agency or organization 

requests 

Average length of time between receipt and completion 

Follow-ups 

Required add'l information or , 

referral . ' 



Telephone calls 



.Telephone 
Referrals 



. Individual Requests 
. Information only 



Unable |o answer 



. Regular 



3-way 



. Toll free number 



Average number of calls per question 
MAJOR SUBJECT AREAS: 
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APPALAGHIAN ADULT EDUCATION CENTEfe STAFF 



George Eyster 

Susan Schmidt 
Priscilla Gotsick 
Anne Shelby 
C. L Bailey 
Sharon Moore 
Ann Drennan 
Helen Montgomery 
Bonnie tiall 



Executive Director 

Professional Librarian 
Library Services Specialist 
Staff Writer 
Training Specialist 
Reading Specialist 
Consultant 

Administrative Assistant 
IBM Composer Operator 
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/ 

/ 

1, Materials Selection for Disadvantaged 
Adults / 

2. Asses^ng Community. Information and 
"S«vice Needs 

3/ Using Pamphlets Disadvantaged 
/ Adults 

4. Deposit Collections of Special Materials 
for Disadvantaged Adulu 

5. Utilizing Volunteers in Expanding Library 
-Servi.esto Disadvantaged Adults 

6. Books By Mail Services: Moving the 
Library to Disadvantaged Adults 

7. Eveiiing and Weekend Library Services for 
Disadvantaged Adults 

8. The Library as a Community Information 
and Referral Center 

9. ^ Planning the Expansion of Library 

Services to Disadvantaged Adults 

10, Working with Library Trustees to Expand 
Librar>* Services to Disadvantaged Adults 

11, Reader Guidance Services for 
Disadvantaged Adults 



LIBRARY SERVICE GUIDES 



12. Th e R ec/u i t ment of Disadvantaged 
•Adults: Effective Publicity 

13. Conducting Tours to the Library for 
Groups of Disadvantaged Adults 

!4. ABE-What Is It? 

15, The Relationship of Disadvantageir.ent to 
Library Serviccs_^__. * 

16, In-service Training of Personnel to Serve 
Disadvantaged Adults > 

17, Adult Education in &r Library: ABE, 
GED. CLEP. and the Op- Vm\ -rsity 

18, Book Talt-s: Zrtcouragin^ --;hrary 
Materials Usage by Dissdvant*g^< AJults 

19, Techniques for Teacheis: Teaching the 
Application of Basic Skills to Everyday 
Life Problemf. 

20, Displaying Materials for Disadvantaged 
Adults 

21, Bookmobile Services: Moving the Library 
to pisadvanuged Adults \ 

22, Expanding Library Services to the Elderly 



23. Using Audiovisuals With Disadvantaged 
Adults 

24. Expanding Library Services to the 
Institutionalized 

\ \ , 

25. Interagency Cooperation: The Public 
Library and Agencies ihit Serve 
Disadvantaged Adults 



26, Ajjusting^Scfwol JJbMrics for Vy: by 
l^isadvantagcd Adults ^ - 

27, Speakers Bureaus . for Disadvantaged 
Adults 

28, Maintaining Separate Collections of 
Library Materials for Disadvantaged 
Adults 

29, Client Participation in Expanding Librtiy 
Services to Disadvantaged Adults 

30, The Role of the^Collcge Library in the 
Education of Disadvantaged Adults 

31, Public Library Services to Young 
Disadvantaged Adults 

32, Working v;ith Elected Officials to Expand 
Library Services to Disadvantaged Aduitt 
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>y Art ^> 



App«tschiiin Adult Educatio^ C«ntftr 
Buretutor Research and De^velopfnsnt 
Morehead State Univertity.^UPO 1353 
Morehoed, Kentucky 40361 
(606) 784-9229 (e06>783;3111 



The wofk pfttentad In thic docume'^t wm pefformad purtuent to a «rant f^om the 
Department of HeeTth, Education, Vf% -iolfare. Office of Education, Bureau of LtbcarJea 
and Learning Reeourcee (OEQ-0-73%'^..Vil . However, the bpinlons expreieed herein do 
not neceeiarity reflect the poeltlon or policy of the U. S. (Hfice of Education, but «re the 
sole reipomiblllty of the Appalachian Adult Education C^ter. 



